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FIG. 3. 
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FIG. 4. 



CALL PROCESSING 



DEFINES WHICH BOARDS 60 INTO WHICH 
SHELVES AND SLOTS. 
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HIL ...? Route 




HILROUTE ...? ADD 




Route Request Name 


ROUTE-REQUEST- 1 


Profile Number 


39 


Logical Device Name 


UNKONE 


Failure Destination 


STA 



5. 



SYSTEM OEVICE 
CONFieURATION 



A ...? System 
SYSEDT ...? Device 
SYSDEV ...? List 




System Device 


LI 


LINK type 


CALL-LINK 


Link media Type 


UN 


HIL Link Failure Queue Timer .... 


. . . . 5 seconds 



FIG. 6. 
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SYSTEM LO&ICAL DEVICE 
CONFIGURATION 



A ... ? System 




sySEOT ... ? Logical 




sySLOS ... ?Lisf 




Logical Device Name 


UNKONE 


Logical Device Type 


CALL-LINK 


System Device 


LI 



FIG. 7. 



MIL MESSAGE FORMA T (SERIAL) 



180 


182 


184 


186 


188 


190 
/ 


STX* 


FUNCnON 
CODE 


PROCESS 
CODE 


MESSAGE 
DATA 


ETX* 


BCC* 
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OpenLAN HIL Message 
Format 



Field Name 


Size 


Description 


tAzssaqz Count 


16 bits 


Number of HIL Messages in 
OpenLAN message. 


Message Lergth 


16 bits 


Length of the following HIL 
messaqe. 


Function Code 


2 bytes 


Identifies HIL message. 


Process Code 


1 byte 


Identifies message subfunction. 


Message Data 


Variable 


Info required by message. 


Fill (message of 
odd size only) 


1 byte 


Used only to change message of 
odd to even byte. 



FI&.9. 

HIL Signaled Circuits 






AUS 0 8 

cum , 



MIL Stations 
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Extension Number 


2020 


Extension Type 


HILSTA 


Logicol Device Name 


LinkOne 


Facility Number 


15 


Ringback Type 


Silent 


Circuit Location 


01-14-03 


Class of Service 


2 Dial 


Signaling Type 


DP* 



FI6.11. 



Facility number 


15 


Trunk Group number 


None 


Outgoing COS number 


3 


Outpulse command 


PRESENT 39 


WPR06RESS 60 



Fie. 12 
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0 8 



0)1 



1^ 
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222 



Control Tab - Startup on Shutdown 



Control 



228 



Administrator 




Version 1.1.8 




Server | sender 1 | | 


1 Configure | 




ACD Server Status. Hist. Unknown, 



236 



FIG. 16. 



232 



Control Tab - Server 



240 



Server Options 

- Stats Refresh Rate 

- Write Statistics Interval 

- Stats Broadcast Port 

- Write Log File 

- Agent Auto-Login 




Configure ACD Server 



r- Switch Features 



Conference 
Hold Number 
Release Hold 
Restore 1st Party on Hold 
Swap Hold Parties 



Server Options 

stats Refresh Rate (sec) ^ 
VWte Statistics Interval (min) ^ 

Stats Broadcast Port | 4441 



Wrtte Log File 
J I Agent Auto-Lotjln 



244 



OK 




252 



Apply ir gloss 
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290a 



ACP Server /dministrator 



Eile About 



Control 



Monitor 



ClearViewlVR 
Administrator 



Server | ClearviewlVR 



Qonfigure 
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.296 




290d 

FIG. 19A. 



290c 



294 



296a 



290b 




Confiaure IVR Lines 




l-l|o 




Eile 


Qonfigure 








Line* 


1 Device Type 


1 Script Name 








1 


Digital 


demo.ivr 








2 


Digital 


demo.ivr 








3 


Digital 


demo.ivr 








4 


Digital 


demo.ivr 








5 


Digital 


demo.ivr 








6 


Digital 


demo.ivr 








7 


Digital 


demo.ivr 








8 


Digital 


demo.ivr 








9 


Digital 


demo.ivr 








10 


Digital 


demo.ivr 








11 


Digital 


demo.ivr 








12 


Digital 


demo.ivr 








13 


Digital 


demo.ivr 








14 


Digital 


demo.ivr 








15 


Digital 


demo.ivr 








16 


Digital 


demo.ivr 








17 


Diaital 


demo.ivr 








24 Linens) Installed 





FIG. 19B 
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Select Number of Lines 



X 



Enter the number of lines available on this server: 





OK 



Cancel 



IPC. 



Configure Advanced Properties 



Digital Parameters 

0 Wink Before Pickup 
□ Wink After Pickup 

Wink Duration (ms): 1 500 



Transfer 
Sequence: 




Wart iJS ms 




Dial Flash Hook 




Wait 250 ms 




Dial Number 




Wait 125 ms 




1- 



OK 



Apply 
Close 



19b. 
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[3151 fXl 



I Close " 



IVR Server Administrator 



File About 



Control 



Line 1 
Line 2 
Line 3 
Line 4 
Line 5 
Line 6 
Line 7 
Line 8 

3Ei: 



^nitor 



Ready 
Ready 
Ready 
Ready 
Ready 
Ready 
Ready 
Ready 



Fie. 19E. 
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Manager Interface 



Interface between call center 
Database Administrator and 
ClearView resource database and 
scripts. 



Database Tables: 

- Station Management 

- Agent Teams 

- Call Center Hours of Operation 

- Agent Skills 

- Call Disposition Tracking 

- Agent Extensions 

- DNIS Configuration 



130 




304 



306 



308 



300 310 312 



301 
314 



FI&. 20. 



O 1 P> 
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Station Management 

' Creating a New Station 
• IVIodify an Existing Station 



32^ 



326 




> Node Name 


{Circuit 


|Ext. ' 


|Statu§ 




Agent 1 


011705 


7701 


NEWl 




Agent 2 


011706 


7702 


NEW 




Agent 3 


011707 


7703 


NEW 




Agent 4 


011708 


7704 


NEW 




Agent 5 


011709 


7705 


NEW 




Agent 6 


011710 


7706 


NEW 




Agent 7 


011711 


7707 


NEW 




Agent 8 


011712 


7708 


NEW 




DAVID2 


011707 


7703 


NEW 




1 



011705 



Extension 



7701 



^ Save Station Changes 



g^"* Disable this Station 



ni Create a New Station 



Close 



Station Status: CURR := In use DISC = Not in use NEW = Modified but not in use yet. 




33J 



FIG. 21 
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Call Center Hours of 
Operation 



o Setting Up Routing 
Schedules 



.332 



Holiday Schrtulfi 



Holiday 1999 

Choose the day or a range of days which 
the holiday widappled. Make sure you 
do rK)t schechjie a day that has already 
been scheduled. 



Single day or first day 



I Cancel II « Bal Today 01/23/99 



9/15/99 



\<] September 1999 EE 



Sun Mon Tue Wed Thu Fri Sat 



1 2 3 

7 8 9 10 

14 CiE> 16 17 

21 22 23 24 
28 29 30 



4 5 6 

11 12 13 

18 19 20 

25 26 27 




o Days and Times of 
Operation 
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338 



336 



DNIS Open/Close Routing Schedule 



File 



standard W«ekfy Schedula | HoBday SchetMe | 



Daily IHours 



Monday through Friday 7:00 AM to 5:00 P 
Saturday 0:00 AM to 0:00 PM 
Sunday 9:00 AM to 3:00 PM 



nPTxi 



[^Tdd^S!i^or^S^ 



RO.UTE ID 3 



350 



FIG. 23 



356 



o Opening and Saving 
Route Schedules 



340 



352 



354 




Open Existing Route Schedule 



Save Schedule 

Save Schedule As New Route ID 



Close 



FI&. 24. 



21/48 

Judkins et al . 

09/513,784 



344 




342 



346 



Open Existing Route Schedule 



Route IDs 



Route Schedule or Selected Route ID. 



Open 



Cancel 



FIG. 25. 



Setting Up Standard Weekly 
Schedule 



Add a Schedule for a Day 



358 



Day of Week 

Choose the day of the week to schedule. 

Make sure you do not schedule a 

day which has already been scheduled. 



If you desire you may choose another 
day to schedule a range of days. All days 
in between will be scheduled along with 
the days you selected. 



Single day or first day 
[Monday l^h " 



Through this day 
[ Friday \w\ > 



Cancel 



«Back III Nexl»~TI 



360 



362 



FI&. 26 



a] 

III 

f 
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Open and Close Times 



362 



Add a Schedule for a Day 



C/ose Time 




For UiB day or days selsdad, 
choose the time of diy when the 
office wiD dose. You may enter a 
spedflc time or pick the time 
from the sliding bar. 


Close Tlme(Use the forniat ^^^^ 
shown H:IMM AWPM) 

1 5:00 PM ^ 


Close Time Slide Box 




1 T 


12:00 AM 2:00 PM 


11:45 PM 



I Cancel [| « Back 



Next » 



364 



.366 



FIG. 27. 



Finishing Up 



368 



Add a Schedule for a Day 



FIG. 28. 

— na 



Finished 


The new schedule is ready. Please 
confirm what you have chosen. If 
anything is incorrect click Back to 
fix the problem. 




Standard SchedJe for a Day 
Monday through Friday 7:00 AM to S:00 PM 
- Equates to the expression- 
(wd=2&wd=8&B=7&G1 7) 






[ Advanced 


1 



Cancel 



«Back II Next» | 
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Setting Holiday Hours 
Adding a Holiday 



336' 



338 



DNIS Open/Close Routing Schedule 



ijle 



standard WeeMy Schedute | Holiday SchetUe 



Custom Hours 



December 24. 7:00 AM to 3:00 PM 
December 31 , 7:00 AM to 3:00 PM 



Dates Closed 



Closed December 2S 
Closed January 1 



ROUTE ID 



370 



TlSlxH 



II Add a Holiday II 



350 



FI9.29. 



Text Description 
Logical Expression 



372^ 



FIG. 30. 




Advanced Formula Editor 



WARNING! Incorrect syntax In the formula may result in incorrect 
scheduling or may cause the scheduler to malfunction. 



|— Formula/Expression 
Text Description 



Ckned December 25 



Logical Expression 



dyl="12/25" 



The formula for this schedule should evaluate to True 
when the office is open and False when the office is 
closed. Set the Date/Time fields shown to test. 



Test the Formula — i 



Test Date/Time 

I 12/25/97 H 



Test 



Closed 



Cancel \V OK l| 
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Identifying Parameters 
Associated with Sl^ills 



376 



380 



382 



Setup Skills 



Skills 



DNIS numbers for this skill 



9901 
9902 




Skill Properties ■ 



Inactive 
Call Logging 
Queue Threshold 

I Alter Threshold 



Agents who have t/iis skill. 



Mike Anderson 
Shelly Greene 
James McElroy 
Robert Simpson 
Jennifer Jacobs 




370 386 



FIG. 31. 



388 



384 



Adding New Skills 



386 



Fie. 32. 



Input Skill 



X 



Enter skill name 



Skill 007 



OK 



Cancel 



Call Disposition Tracking 
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Setup Call Dispositions 



Click on a Skill to Setup Dispositions. Skills shown have Call Logging Enabled. 
Skills marked with a checkbox have been enabled for out bound 



Skill Name 



IZI Billing 

□ Customer Service 
Q Help Desk 

□ Sales Support 

□ speaking polish 

□ Technical Support 



DB.DNIS 



I 



Dispositions 



Need Technician 
User Error 
Out of service 
Wrong Numt>er 



New Disposition | 



I 



Note: Before any skills will operate with dispositions, call logging must be enabled. Click Skills in the tool box. | 




FIG. 33. 



Creating a New DNIS 



402 



Setup DNIS 



Choose a DNIS below to modify. Or select "Create a New DNIS" 



DNIS Number j Name 


1 Skill 


jStatus 




1600 


Xfer 


Billing 


CURR 


2999 


xfer from IVR 


Customer Service 


CURR 


4 


Help DeskOutbdu... 


Help Desk 


CURR 


9017 


Customer Service... 


speaking polish 


CURR 


9018 


Billing 9018 


Billing 


CURR 


9019 


HelpDesk 


Help Desk 


CURR 


9020 


Tech .Support 


Technical Support 


CURR 


9021 


Sales Suppt. 


Sales Support 


CURR 


9022 


ClearView Sates 


Sales Support 


CURR 


9023 


Seminar Registration 


Sales Support 


CURR 



DNIS Name 
I Seminar Registration" 

DNIS Skill 

I Sales Support ~" 



□ Create a bjew DNIS 



^ Disable this DNIS 



@ Setup Bouting Features 



Save DNIS Changes | 



Close 



DNIS Status: CURR=ln use. DISC=Not in use. NEW=Modified but not in use yet. 




FIG. 34 
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405 



406 



DNIS Name 



Maim 800 



DNIS Skill 



Company 



FI&. 35. 



Setting Up Routing 
Features 



412 



Routing for dnis (0000) 




414 



step 1: Choose a routing profilethat deternnines the open and close tpif^ for this DNIS. 
Select Route ID 1 1 ~ 
The following Is the schedule In theselected route ID. 



Closed September 20 through September 23 
Monday through Friday 7:00 AM to 7:00 PM 



Step 2: Select a routing script. 

Routing Script Name. 

Step 3: Setup routing prioritization for the DNIS. 

* Initial Priority (0.0) 
AcceJe ration (1 .0) 



Default In Queue 



Acceleration Function 
Maximum Priority (100.0) 



420 



422 

Fie. 36. 




I X Cancel 1 1| ^ Save 



416 
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'730 



Setup Teams 



3[5ix: 



Teams 



Test Team 
SalesClas s 
Training 



Uoarade team 



Agents 



Jennifer Jacobs 
Monica Andrews 
Michael Jones 
Rebecca Simpson 
Valerie Martinez 
Jorge Delvalle 




New Team 




Close 



432 



FIG. 37. 



434 



° Adding New Agents 



440 



Fie. 38. 



Setup Agents 



□HE] 



Choose an Agent below to modify. Or select "Create a New Agent' 

FIrstName |M|Last 



0*L«ary 

Matheson 

Samuals 

Dulaney 

Corbin 

James 

Aksmnan 

Churchill 



FirstNama 



TiKe 

Joanne 

Patrick 

Robert 

Bo 

Sean 

Daniel 

Susan 

Unda 

Caroline 



I Status 



CURR 
CURR 
CURR 
CURR 
CURR 
CURR 
CURR 
CURR 
CURR 



Training 
SalesCla&s 



lUsemanw 



Training 

SaiesClass 

SalesCiass 

SalesClass 

Training 

SalesClass 



ac32- 
agentlO 
OAVEP 
acd4 
agent? 
agents 
agents 
acdl 
agentl 1 
acd3 



CURR 



] Hide Disabled Agents 



jLogin 



1001 
1010 
1006 
1003 
1007 
1009 
1008 
1000 
1011 
1005 



Agent Status: CURR = In use. DISC = Not In use. NEW = Modified but not in use yet. 




442 



o Setting Up Agent Skills 
o Available Skills 
o Selected Skills 
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452 



Setup Agent 








Available Skills 




Selected Skills 


For this skill the agent is: 




Skill 001 






Skill 001 




1 Very proficient 






Skill 002 




Skill 003 




2 Proficient 






Skill 003 
Skill 004 
Skill 005 
Skill 006 
Skill 007 
Skill 008 
Skill 009 
Skill 010 




EE 

m 

Ei] 


Skill 004 
Skill 006 
Skill 008 
Skill 009 




3 Somewhat proficient (default) 

4 Not proficient (only take queued call) 














Note: An agent with proficiency level 1 will take the call first. \ 


1 Save Agent | | Close |\ 
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456 



458 



450 



° Disabling an Agent 
o Saving Agent Changes 



FI^. 40. 



Setup Agents 



Choose an Agent below to modify. Or select "Create a New Agent" 



Setup Agent 



Available Skills 



Billing 

Customer Service 
Help Desk 



speaking Chinese 



speaking polish 
Technical Support 



Selected Skills 




Note: An agent with proficiency level 1 will take the call first. 



For this skill the agent is: 



1 Very proficient 

2 Proficient 

3 Somewhat proficient (default) 

4 Not proficient (only take queued call) 



I Save Agent | | Close 



Agent Status: CURR - In use. DISC = Not in use. NEW = Modified but not in use yet. 



Main Screen 
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All functions accessed from menus or buttons on tool bar 

474 




File Menu 



New Real Time Dispaly 
New Historical Report 
New Printed Report 
Close Window 
Close All Windows 
Print Preview 

Ex" 4P8 



FI^. 41. 



470 



500- 
502- 

504 




510 



^7 New Real Time Display 


Ctrl+N 


'[^ New Historical Report 


Ctrl+H 


- © New Printed Report 


Ctrl+P 


' n Close Windoyv 




^ Close All Windows 




^ Print Preview 


•X Exit 



Fie .42. 
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132 



472 



474 



470 



ACD Supervisqfr / 






n 




File Edit View Window H§J<S 


^ Si la [S" [la* □ 11^ '^l Ready 


Out 


Wrap 


ACD 1 NACD [|Outbnd 





I I All Agents - Agent status Chart 



Agent Name 



Paul Thomas 
Marsha Mitchel 
Peter Andrews 
Tom Marshall 
Cynthia 
Adam Fll 
Phillip M 
Drew Art 
Karen Kl 



Time 


Team 


Computer 




0:05 


Claims 


Desk20 


8824 


1:33 


Collections 


Desk42 


8894 


0:27 


Claims 


Desk33 


8855 


3:08 


Service 


Desk52 


8828 



Ext. 



2E 



Call 



Agents Queued by Skill 



Claims 
Service 
Sales 
Collections 
Spanish Sales 
Spanish Service 




Number of 
seconds in 
available space 



1 



1 2 3 4 5 
# of Agents Available 



8812 
8813 
8831 
8832 
8829 



476 



FI&. 41 A 
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o Cut 

° Copy 

° Paste 

o Refresh 

° Filter Properties 

° Graph Properties 

512 




514- 



516 



518 



Cut 

Copy 

Paste 



Q Refresh 

File Properties 
Graph Properties 



Fie. 43. 




View Menu 



View Window Configuration 
Save Window Configuration 
Save Window Configuration 
As... 

Delete Current 
Configuration 
View Toolbars 
Hide Main Menu 526 
View Server Messages 



522 



524 



528 




532 



534 



520 

\ 



View VVindow Configuration 
Save Window Configuration 
Save Window Configuration As 
Delete Current Configuration 



View Toolbar 
Hide Main Menu 



Ctrl^ 



View Server Messages 



FIG. 44. 
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Cascade 
Tile 

Arrange Icons 
Minimize All 
Scroll Windows 
Set Scroll Windows 536 
Time... 



FI&. 45. 




535 



• Cascade 
.Jile 

. Arrange Ions 
Minimize All 



Scroll Window 

Set Scroll Windows Time 



CtrkS 



. lAgent Status Chart 
2Calls In Queue 0 



Real Time Reporting 



o Calls Answered 
o Calls Abandoned 
o Talk Time 
o Agent Status 
o Calls In Queue 
o Agents in Queue 



550 
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Chart Expert 



Select a chart to display 



Answer Chart 



Abandon Chart 
Talk Chart 

Agent Status Summary 
Agent Status Chart 
Calls Queued Trend 
Calls Waiting Trend 
Calls Queued Chart 
Agents Queued Chart 



Next 
=gQ Previous 
Finish 



? Help 
Cancel 



0 R ^ 

^ ^ 2003 ' 



° Answer Chart 
o Abandon Chart 
o Talk Chart 

o Agent Status Summary 
o Agent Status Chart 
o Calls Queued Trend 
° Calls Queued by 

Skill Chart 
o Agents Queued by 

Skill Chart 
o Quick View of Calls 

and Agents 
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Choose a Display 



Answer Chart 
Abandon Chart 
Talk Chart 

Agent Status Summary 

Agent Status Chart 

Calls Queued Trend 

Calls Queued by Skill Chart 

Agents Queued by Skill Chart 

Quick View of Calls and Agents 



OK 



X Cancel 



° Answer Chart 
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Answer Report 



CD 

O 



41" 
3 

2-- 

1 -■ 
0 



! • i 
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Historical Reporting 



Agent Productivity 
o Agent Productivity by Hour 
o Agent Time Sheet 
o Call Statistics 
o Bucket History 
o Calls by Hour or Fifteen 

Minute 

° Disposition Code (Call Log) 
o Calls by Agent per Hour 
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Jy^ Agent Productivity By Hour 



□US] 





450 




400 




350 




300 




250 


0) 


200 


o 


150 




100 


c 


50 




0 



I i 
- + — -h- 



_I._H.__4-- 



tiTta 



-4 — { h-4-+ — !—+—»-- 



— t— I— n 
-f- 



0 1 2 3 4 5 6 7 8 9 10 11 12 1314 15 16 17 18 19 20 21 22 23 
All Agents 08/1 0/98 to 08/10/98 



D ACD 
D Ready 
D NACD 
D Outbnd 
0 Wrap 
D Out 



40/48 

Judkins et al . 
09/513,784 



[A^l A» Agents 



First In 



8/1/98 8:00:20 AM 



Last Out 



8/1/98 4:58:35 PM 



Hours 



8/1/98 8:00:49 AM 
8/3/98 6:05:38 AM 
8/4/98 6:01:21 AM 
8/5/98 6:00:05 AM 
8/6/98 6:03:28 AM 
8/7/98 7:07:03 AM 
8/8/98 7:59:41 AM 
8/9/98 7:59:41 AM 
8/10/98 12:33:29 AM 
7/27/98 6:02:19 AM 
7/28/98 7:06:19 AM 
7/29/98 6:00:37 AM 
7/30/98 6:01:35 AM 
7/31/98 7:34:06 AM 



21.03 



8/2/98 4:57:18 PM 15.47 

8/3/98 10:35:31 PM 47.42 

8/4/98 9:55:34 PM 50.30 

8/5/98 9:54:44 PM 38.13 

8/6/98 9:57:12 PM 42.02 

8/7/98 10:00:18 PM 38.10 

8/8/98 5:05:54 PM 19.30 

8/1 0/98 2:26:40 AM 49.05 

8/10/98 5:58:32 PM 33.43 

7/27/98 7:04:20 PM 52.03 

7/28/98 6:55:34 PM 59.13 

7/30/98 9:23:44 AM 58,13 

7/30/98 7:31:36 PM 34.10 

7/31/98 7:36:32 PM 57.47 



Total Hours = 6157 Average = 41 .0 per day 
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o Bucket History 
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Disposition (Call Log) 
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A^l Calls by Agent per Hour 
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Dial Pad Layout 
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o Total Calls (ACD, 

NACD, 

Outbound) 
° Average Time for Each 

Type 
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